



































Call times continue to come down and there are periods of time throughout the week where individuals calling Ul can get
through to a claims representative immediately. Wait times during the summer and fall months are generally measured in
seconds.

Of the calls received, approximately 12% involve a request to reset someone’s system password because they have
forgotten it (this seems to track with password resets requested using the old benefit system as well).

The primary challenge in getting this number down through the heavy workload months of the winter is staffing. The Ul
program is federally funded using a workload model based on a state’s unemployment rate and claim numbers. With the
unemployment rate in Maine being so low, new claims being filed are also at record lows as is the bureau’s administrative
funding.

Assuming no absences, we have 15 claims representatives to answer the phones for the entire state and 18 adjudicators
who resolve eligibility issues to determine if benefits can be allowed.

Assessment of Current Level of Customer Service Provided Individuals Filing Benefit Claims
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Efforts Taken to Improve Service Levels

Cross-trained all adjudicators claims processes.

Mondays are the heaviest call volume day so all adjudicators staff the phones that day with the claims staff. Tuesdays
are the next highest volume day so ' of the adjudicators staff the phone with the claims staff.

Set up a two-tiered phone system to triage the calls coming in between those with information needs and those with
specific claim concems or problems:

o Tier1is staffed by temporary workers (up to six through the busy period from November through mid-April), as well
as merit staff. Merit staff provide all claims services for callers. Temporary workers are restricted as to the work they
can perform by federal law and primarily deal with general information inquiries. Calls taken by temporary workers
that require a merit staff help are transferred to Tier 2.

o Tier 2 staffed by experienced claims representatives and adjudicators only.

Customers filing unemployment claims can now access their own claim account information online 24 hours a day, 7 days
a week.

Customer Messaging Portal (CMP)

Implemented an online Customer Messaging Portal (CMP) for claim issues or questions. Customers that want to use the
online system or do not want to wait to talk to claims staff by phone, can submit their questions or issues online through
the customer messaging portal using weblinks on both the MDOL & UC websites. Most CMP entries come through the
weblinks but the MDOL reception staff also submit them from callers.

The main reception desk for MDOL also can enter information received from callers into the CMP for follow up.
Individuals going into CareerCenters that require additional Ul assistance leave messages on a dedicated phone line to
be followed up by the contact person of the day. These calls are also entered into the CMP queue so that they receive
attention in the order received.



o Cases are assigned to claims representatives for follow up. Typically, they are resolved within a couple of hours of
receipt, usually in the aftemoons when the telephone lines are not open to the public. Most are responded to by email per
customer request, others receive call backs.

e The CMP has greatly improved the centers ability to manage inquiries that used to be taken on paper and accumulated
until someone was able to get to them. It reduces duplication of inquiries (which used to result in multiple staff working on
the same issue) and strengthens security of sensitive information. Additionally, all inquiries submitted in this fashion are
logged and tracked to ensure that they are handled in as expeditious a manner as possible. Cases are responded to in
the order received. This has also improved timeliness of response.

e The Customer Messaging Portal is available 24 hrs a day, 7 days a week. Some recent statistics for inquiries and speed
to Resolve:

CMP Cases
Month Created Ave. Speed to Resolve*
Jan-19 1973 4.1 days
Feb-19 1188 .75 days
Mar-19 699 -5 days

* The average speed times include inquiries filed after business hours either at night or on the weekend - when received
during the week, the cases are typically resolved within a couple of hours of filing or in the same day.

Description of Claim Filing and Work Search Reporting Methods

A. Methods for Filing Claims

e Individuals wishing to file initial or weekly claims can do so online, by telephone, and by paper (although receipt of paper
claims is rare, these are typically temporary claims for annual business/plant maintenance shutdowns where the claims
for employees are filed by the employer - these are referred to as ‘greenslips’).

e Initial claims filed over the phone are done with the assistance of a claims representative using the same claim filing
screens that an individual would use filing an online claim. Weekly claims filed by telephone can be done with the
assistance of a claims or by using an automated telephone application which is available 24 hours a day, 7 days a week.

e For January through March 2019, 59.5% of initial claims were filed using the online system, 30.2% were filed by
telephone with a claims representative, and 10.3% were temporary claims (greenslips) filed on paper.

e For January through March 2019, 85.5% of weekly claims were filed online, 6.5% by telephone with a claims
representative, 6.4% used the automated telephone system and 1.6% were on paper (greenslips).

B. Work Search Reporting

e Federal law requires individuals to actively seek work each week in which a claim is filed to be able to receive
unemployment benefits.

e When an initial claim is filed, all claimants are sent information by mail that outlines the process and available options
to file their weekly benefit claims and work search efforts.
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Under the new benefits system, there are 3 ways in which an individual can provide their weekly work search efforts:

o Online as part of their weekly claim application. The weekly claim cannot be completed without including the
individual's work search efforts for that week.

o Claimants call the 800# to file their complete weekly certification with a claims representative including the work
search details.

o [Ifindividuals file their weekly certification using the automated telephone claim application (IVR), they receive a
letter with options for submitting their work search activities to complete the weekly claim. The can provide their
work search activities to a claims representative by telephone, provide this detail online or mail or fax in their
work search activities.

= Between January and March of 2019, 7,328 weekly claims were filed using the IVR. To report their work
search, 54.7% of these used the online system, 24.8% reported work search activities by phone to a claims
representative, and 20.5% did not report their work search efforts. These individuals would have been
scheduled for a fact-finding interview with an adjudicator to determine if the work search requirement had
been met before benefits could be paid.

C. Access to Claim Account Information & Online Activities

Under the new benefit system, individuals filing unemployment claims have expanded access to their own account
information. They can now access the following information online 24 hours a day, 7 days a week:

Benefit year start and end dates.

Weekly Benefit Amount (WBA) they will receive for weekly claims filed

Maximum Amount of Benefits for Claim Benefits (MBA) that is available during their benefit year

Remaining balance of benefits

Verification of waiting week served

Claimant Identification Information

Base period earnings used to establish benefit eligibility as well as weekly and maximum

benefits payable

Week claim certification(s) received but pending payment

= Weekly claim certification(s) received, processed and paid

= All correspondences sent to the claimant, including monetary decisions, nonmonetary decisions,
medical forms, B-17 requests for approved training, etc.

= View and print 1099G (form issued by January 31% each year showing benefits paid in the prior
calendar year and amount of taxes withheld for federal or state taxes).

= History transcript of claim activity

Individuals also have expanded ability to update their contact information, payment options and create
or change a PIN number

Online applications allow individuals to file initial and weekly claims for regular benefits, dislocated
worker benefits and extended benefits (when activated) as well as report their work search activities.
Additionally, individuals can file appeals of benefit eligibility decisions denying benefits online.



New Unemployment Insurance Tax System
e The new Ul tax system went live on 11/16/2018 and has gone very smoothly.
o Over 95% of existing employers created their portal accounts in the first 3 to 4 months.

o  Over 90% of new employers have registered with the Ul program using the online, self-service registration
application.

o Over 90% of the contributions received to date have been paid electronically.

e Under the prior Ul tax system, employers could not access any account information. Employers can now log into
their account to see report and payment history, account information and any correspondence between the business
and the department. They can submit inquiries, file their tax and wage reports, make amendments to reports and
make online payments. They can also perform account maintenance activities such as address changes or requests
to close an account.

o Employer feedback has been very positive on ease of use and having direct access to their own account information.



Maine Department of Labor Website:
Key Links to Unemployment Program Information

For Claimants For Employers
Frequently asked questions: Frequently asked questions:
www.maine.gov/unemployment /claimsfaq/ www.maine.gov/unemployment /employersfaq/
Videos: Videos:
www.maine.gov,/unemployment/videos/ www.maine.gov/unemployment /videos/
* What should | do if | become unemployed? * How to register for unemployment tax
* | just filed my unemployment claim. What's next? * How to create a ReEmployME employer account
* Unemployment benefits: Responsibilities * Protect your business from higher unemployment taxes
* Unemployment filing: Common mistakes * Employer account maintenance demonstration for

* Earning money while collecting unemployment insurance tax

unemployment benefits
Online Services including State Information
* How to appeal an unemployment decision Data Exchange System (SIDES):

* The unemployment appeals hearing process www.maine.gov/unemployment/employers/

* What do | have to do for work search?

Forms: Forms:

www.maine.gov/unemployment /claimants/ Systems Guide for the Employer Portal Account and
Unemployment Tax forms:

Online Unemployment Insurance Guide: www.maine.gov/unemployment /taxpublications /

www.maine.gov/unemployment /uiguide /

Procedural and technical guidance for payroll providers:
Online ReEmployME step-by-step system guide: www.maine.gov/labor/unemployment/payrollservices/
www.maine.gov/unemployment /reemploymeguide /

www.maine.gov/reemployme
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Burcau of Unemployment Compensation

The Maine Department of Labor provides equal opportunity in employment and programs.
Auxiliary aids and services are available to people with disabilities upon request. 04/19



Government Oversight Committee —Biennial Plan for Program Reviews and Projects (updated 3/25/19)
Prepared by the Office of Program Evaluation and Government Accountability

GOC vote
Project Topic Responsible General Scope Detailed scope OPEGA phase | on project
Agency available? re:
biennial
plan
4/12/19
Approved*
GOC has voted to direct OPEGA to conduct the following reviews/projects
Maine Citizen Initiative Process Sec. of State Trends in activity and characteristics for people’s Yes Fieldwork
veto and direct initiatives over time; geographic
Request Received: 10/2/2017 Governmental Ethics | distribution of signatures collected on efforts Approved:
GOC approved: 11/9/2017 & Election Practices | qualified for ballot; and potential opportunities for 1/26/2018
improved efficiency, transparency and accountability
ME Legislature in the referendum process.
CPS: Out of Home Placements for Dept. of Health and Assess the availability and types of out-of-home (awaiting GOC
Children Removed from Care by Human Services / placement options; the extent to which hoteling prioritization,
DHHS/OCFS Office of Child and occurs; the recruitment, retention, training, and additions,
Family Services licensing of foster parents; responsibilities of foster subtractions of
Per GOC: 3/22/2019 parents; the extent to which OCFS provides various approved
Various entities, supports to foster parents. projects)
providers
Follow-up Survey: OCFS Frontline Dept. of Health and Gather perspectives of OCFS staff (intake, Planning
Workers Human Services / assessment, permanency) subsequent to DHHS
Office of Child and implementation of changes using replicated survey
Per GOC: 3/22/2019 Family Services questions from the initial project; evaluate staff
views of work load, quality of work, adequacy of
resources, job satisfaction, among other factors.
ReEmployME System ME Dept. of Labor Maine’s involvement in the four-state unemployment Preliminary
system consortium; development and Research
Request Received: 3/9/2018 Office of Information | implementation of ReEmployME system; and DOL (direction
GOC approved: 3/23/2018 Technology response(s) to post-implementation issues pending
experienced by claimants and potential claimants. scheduled DOL

comment before
GOC)




Special Project: OCFS Dept. of Health and Assess status of DHHS child protective strategic No Paused per
Human Services / initiatives (presented 5/18) and impact of those GOC vote
Per GOC motion:6/28/2018 Office of Child and initiatives on noted areas for concern or 3/22/19
Family Services improvement. (pending update
from DHHS)

Tax Expenditure Evaluation: Maine Revenue Fiscal impacts, effectiveness of program design; Yes Fieldwork
Reimbursement for Business Equipment | Services extent to which program is achieving intended
Tax Exemption to Municipalities (BETE) purposes and goals; extent to which program is Parameters
Reimbursement for Taxes Paid on Municipal coordinated with, complementary to or duplicative of | approved:
Certain Business Property (BETR) Government other programs with similar purposes and goals.
Per statute: 3 MRSA §998
Tax Expenditure Evaluation: Maine Revenue Fiscal impacts, effectiveness of program design; Yes Planning
Maine Capital Investment Credit Services extent to which program is achieving intended (not yet active)

purposes and goals; extent to which program is Parameters
Per statue: 3 MRSA §998-1001 coordinated with, complementary to or duplicative of | approved:

other programs with similar purposes and goals.
Expedited Tax Expenditure Review: Maine Revenue Fiscal impacts, administrative costs; extent to which | See 3 MRSA
Charitable exemptions Services it is consistent with and effective in implementing §1000

broad tax policy; effectiveness of design; adequate
Per Statute: 3 MRSA §998-1001 mechanism to ensure compliance by intended

beneficiaries.
*Pine Tree Development Zones pursuant | Dept. of Economic Fiscal impacts, effectiveness of program design; See 30-A MRSA Would
to P.L. 2017 ch. 440 and Community extent to which program is achieving intended §5250-P(2) require
30-A MRSA §5250-P (2) Development purposes and goals; extent to which program is statutory
(LD 1654 from 128! Legislature) coordinated with, complementary to or duplicative of change to
Not approved by GOC - enacted as Maine Revenue other programs with similar purposes and goals. remove or
legislation separate from established tax Services change
expenditure review schedule. GOC and OPEGA shall consider public policy report date

objective of PTDZ as described (new) under
Statutory due date: 1/15/2021 30-A MRSA §5250-P (2)(A) and performance

measures listed in (2)(B).

Approved - Pending planning
GOC has voted to direct OPEGA to conduct these projects — but inactive due to GOC prioritizing other projects

DHHS Audit Functions Dept. of Health and Effectiveness of DHHS audit functions in identifying | No No action

Request Received: 2/2013
GOC approved: 4/16/2013

Human Services

and addressing fraud, waste and abuse in programs
administered by the department.




Substance Abuse Treatment Programs in | Dept. of Corrections | Effectiveness and/or cost-effectiveness of programs | No No action
Corrections System in rehabilitating participants and reducing recidivism.
Dept. of Health and
Request Received: 3/27/2009 Human Services /
Placed on stand-by list: 3/27/2009 Substance Abuse
GOC approved: 8/23/2017 and Mental Health
Services
Recently Completed
OPEGA reviews presented to GOC in this calendar year (2019)
CPS Special Project: OCFS Frontline Dept. of Health and Gather input and perspectives from OCFS No Presented:
Worker Perspectives Human Services / caseworkers and supervisors on factors impacting 2/22/2019
Office of Child and staff retention and effectiveness and efficiency in Endorsed:
Family Services child protective work. 3/22/2019
Tax Expenditure Evaluation: Employment | Maine Revenue Fiscal impacts, effectiveness of program design; Yes Presented:
Tax Increment Financing Services extent to which program is achieving intended 1/25/2019
purposes and goals; extent to which program is Endorsed:
Per Statute 3 MRSA §998 Dept. of Economic coordinated with, complementary to or duplicative of 2/8/2019
and Community other programs with similar purposes and goals.
Development
Stand-by List
Requests for reviews that GOC considers potential projects (by vote) — but not yet voted by GOC directing OPEGA to conduct
Maine Commission on Indigent Legal MCILS Effectiveness of the commission in meeting its
Services mission and economical use of resources. (2019
request provides more specific recommendations for
Request received: 2/2017 scope)
Added to stand-by: 3/2017
(new request by Sen. Keim for rapid review
2/22/19)
Maine Law Enforcement Agencies Various law e Approval process for undercover operations
Undercover Operations enforcement e  Oversight of undercover operations
agencies o Controls on the length of the operations
Request received: 2/17/2017 e  Funding for undercover operations
Added to stand-by: 4/28/2017 e Therole of the AG, if any, in approval and
oversight




Independent Living Services

Request Received: 5/19/2016
Added to stand-by: 4/14/2017 (taken off list
of approved projects)

Dept. of Labor

Dept. of Health and
Human Services

Alignment of programs and resources with
needs of eligible client population

Efficient use of resources

Compliance with State and federal program
and funding requirements

Coordination among programs
Effectiveness of programs and services in
support of independent living

Maine Power Options

ME Municipal Bond
Bank

Effectiveness of the program in meeting intent
Effectiveness and transparency of RFP and
contractor selection process for electricity

Request received:2/17/17 ME Health and supply

Added to stand-by: 2/17/17 Higher Education e Public transparency of MPO activities and
Authority decisions

Public Utilities Commission PUC Assessment of extent to which the PUC

Request received: Per GOC after report on
PUC 9/2013

Added to stand-by: (taken off list of
approved projects and removed to on-deck)

independently assesses risks and costs associated
with ensuring safe, reasonable and adequate
electrical services.

Publicly Funded Programs for Children (birth
to age 5)

Request received: Per GOC after report on
Child Dev. Services by OPEGA 7/2012
Added to stand-by: 9/2012

Dept. of Education

Dept. of Health and
Human Services

Strengths and weaknesses, including gaps, overlap
and coordination, in the State’s current programs for
children birth to 5 years of age.
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